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Teller employment also is being impacted by the increasing use
of 24-hour phone centers by many large banks. These telephone
centers allow a customer to interact with a bank representative at a
distant location, either by telephone or video terminal. Such cen-
ters usually are staffed by customer service representatives, who
can handle a wider variety of transactions than tellers, including
loan applications and credit card issuance.

Even though some banks have streamlined their branches, the
total number of bank branches is expected to increase to meet the
needs of a growing population. Branches are being added in non-
traditional locations, such as grocery stores, malls, and mobile trailers
designed to reach people who do not have easy access to banks.
Often, these branches are open longer hours and offer greater cus-
tomer convenience. Many of these nontraditional branch offices

i are small and are staffed by tellers who also have customer service
,. E training. As a result, tellers who can provide a variety of financial
! i services will be in greater demand in the future.
There will be fewer jobs for tellers as more people access funds
electronically. Sources of Additional Information

Information on employment opportunities for tellers is available
In most banks, head tellers are responsible for the teller line.from local offices of the State employment service.
They set work schedules, ensure that the proper procedures are ad- (See the introductory statement on financial clerks for informa-
hered to, and act as a mentor to less experienced tellers. In addiion on working conditions, training requirements, and earnings.)
tion, head tellers may perform the typical duties of a teller as needed
and deal with the more difficult customer problems. They may ac- m " ——

cess the vault, ensure the correct cash balance is in the vault, arl‘hformation and Record Clerks
oversee large cash transactions. Technology continues to play a

large role in the job duties of all tellers. In most banks, for ex- (O*NET 43-4011.00, 43-4021.00, 43-4031.01, 43-4031.02, 43-4031.03,

ample, tellers use computer terminals to record deposits and with43-4041.01, 43-4041.02, 43-4051.01, 43-4051.02, 43-4061.01, 43-

drawals. These terminals often give tellers quick access to detailed061.02, 43-4071.00, 43-4081.00, 43-4111.00, 43-4121.00, 43-4131.00,

information on customer accounts. Tellers can use this informatior43-4141.00, 43-4151.00, 43-4161.00, 43-4171.00, 43-4181.01, 43-

to tailor services to fit a customer’s needs or to recommend an ap4181.02)

propriate bank product or service. L .
As banks begin to offer more and increasingly complex finan- Significant Points

cial services, tellers are being trained to identify potential sales op-® Numerous job openings should arise for most types of

portunities. This requires them to learn about the various financial ~ information and record clerks due to employment

products and services the bank offers so they can briefly explain growth and the need to replace workers who leave

them to customers and refer interested customers to appropriate  these occupations.

spguahzed salgs personnel. In addition, tellers in many banks arg A high school diploma or its equivalent is the most

being cross-trained to perform some of the functions of customer ' .

service representatives. (Customer service representatives are dis- common educational requirement.

cussed separately in thiandbook) e Because many information and record clerks deal
directly with the public, a professional appearance and
Employment pleasant personality are imperative.

Tellers held about 499,000 jobs in 2000; about 1 out of 4 worked
parttime. The overwhelming majority worked in commercial banks, Nature of the Work
savings institutions, or credit unions. The remainder were employednformation and record clerks are found in nearly every industry in

in a variety of other financial service companies. the Nation, gathering data and providing information to the public.
The specific duties of these clerks vary as widely as the job titles
Job Outlook they hold.

Employment of tellers is expected to decline through 2010. Never-  Although their day-to-day duties vary widely, most information
theless, many job openings will arise from replacement needs becausderks greet customers, guests, or other visitors. Many also answer
turnover is high—a characteristic typical of large occupations thattelephones and either obtain information from or provide informa-
normally require little formal education and offer relatively low pay. tion to the public. Most information clerks use multiline telephones,
The banking industry will continue to undergo many changes fax machines, and personal computekotel, motel, and resort
that will impact employment of traditional tellers, who perform only desk clerksfor example, are a guest’s first contact for check-in,
routine transactions. Principal among these are technology anaheck-out, and other services within hotels, motels, and resorts.
changing employment needs. For example, ATMs and the increasethterviewers except eligibility and loarfound most often in medi-
use of direct deposit of paychecks and benefit checks have reducechl facilities, research firms, and financial institutions, assist the
the need for bank customers to interact with tellers for routine trans-public in completing forms, applications, or questionnaiti-
actions. In addition, electronic banking is spreading rapidly through- bility interviewers, government programdstermine eligibility of
out the banking industry. This type of banking, conducted over theindividuals applying to receive assistan&&ceptionists and infor-
telephone or the Internet, also will reduce the number of tellers ovemation clerkoften are a visitor’s or caller’s first contact within an
the long run. organization, providing information and routing caReservation
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and transportation ticket agengsdtravel clerksassist the public  relatively quiet. This is especially true for information clerks who
in making travel plans, reservations, and purchasing tickets for agreet customers and visitors and usually work in highly visible ar-
variety of transportation services. eas that are furnished to make a good impression. Reservation agent:
Court, municipal, and license clergsrform administrative duties  and interviewing clerks who spend much of their day talking on the
in courts of law, municipalities, and governmental licensing agen- telephone, however, commonly work away from the public, often
cies and bureaus. Court clerks prepare the docket of cases to bie large centralized reservation or phone centers. Because a num-
called, secure information for judges, and contact witnesses, attorber of agents or clerks may share the same workspace, it may be
neys, and litigants to obtain information for the court. Municipal crowded and noisy. Interviewing clerks may conduct surveys on
clerks prepare draft agendas or bylaws for town or city councils,the street, in shopping malls, or go door to door.
answer official correspondence, and keep fiscal records and accounts. Although most information and record clerks work a standard
License clerks issue licenses or permits, record data, administer testd0-hour week, about 1 out of 5 work part time. Some high school
and collect fees. and college students work part time as information clerks, after
New account clerkimiterview individuals desiring to open bank school or during vacations. Some jobs—such as those in the trans-
accounts. Their principal tasks include handling customer inquir- portation industry, hospitals, and hotels, in particular—may require
ies, explaining the institution’s products and services to people, andvorking evenings, late night shifts, weekends, and holidays. This
referring customers to the appropriate sales personnel. If a cusalso is the case for a growing number of customer service represen-
tomer wants to open a checking or savings account, or an IRA, theatives who work for large banks with call centers that are staffed
new account clerk will interview the customer and enter the re-around the clock. Interviewing clerks conducting surveys or other
quired information into a computer for processing. research may mainly work evenings or weekends. In general,
Customer service representativeteract with customers to pro-  employees with the least seniority tend to be assigned the less
vide information in response to inquires about products and ser-desirable shifts.
vices and to handle and resolve complaints. The work performed by information clerks may be repetitious
Record clerks, on the other hand, maintain, update, and procesand stressful. For example, many receptionists spend all day an-
a variety of records, ranging from payrolls to information on the swering telephones while performing additional clerical or secre-
shipment of goods or bank statements. They ensure that other workarial tasks. Reservation agents and travel clerks work under
ers get paid on time, customers’ questions are answered, and recorgfringent time constraints or have quotas on the number of calls
are kept of all transactions. answered or reservations made. Additional stress is caused by tech-
Depending on their specific titles, these workers perform a wide nology that enables management to electronically monitor use of
variety of recordkeeping dutieBrokerage clerkprepare and main-  computer systems, tape record telephone calls, or limit the time spent
tain the records generated when stocks, bonds, and other types oih each call.
investments are tradeétile clerksstore and retrieve various kinds The work of hotel, motel, and resort desk clerks and transporta-
of office information for use by staff memberduman resources tion ticket agents also can be stressful when trying to serve the needs
assistants, except payroll and timekeepmgintain employee  of difficult or angry customers. When flights are canceled, reserva-
records. Library assistants, clericassist library patronsOrder tions mishandled, or guests are dissatisfied, these clerks must beai
clerksprocess incoming orders for goods and serviCesrespon- the brunt of the customers’ anger. Hotel desk clerks and ticket agents
dence clerkseply to customers regarding damage claims, delin- may be on their feet most of the time, and ticket agents may have to
guent accounts, incorrect billings, complaints of unsatisfactory lift heavy baggage. In addition, prolonged exposure to a video dis-
service, and requests for merchandise exchanges or rehurais. play terminal may lead to eye strain for the many information clerks
interviewers and clerkandcredit authorizers, checkers, and clerks who work with computers.
review credit history and obtain the information needed to deter-
mine the creditworthiness of loan and credit card applications.  Employment

The duties of record clerks vary with the size of the firm. In a |nformation and record clerks held 5.1 million jobs in 2000. The

small business, a bookkeeping clerk may handle all financial recordgollowing tabulation shows employment for the individual occu-
and transactions, as well as payroll and personnel duties. A larg@ations.

firm, on the other hand, may employ specialized accounting, payroll,

and human resources clerks. In general, however, clerical staffs ifpUSIOMEN SEIVICE TEPrESENMALVES ............oovvvvvviiiissirrrnens 1,946,000
firms of all sizes increasingly perform a broader variety of tasks th(,inReceptlonlsts and information clerks ..........ccceeeeeeiiiiiiiiiiiiiiinnnn, 1,078,000

in the past. This is especially true for clerical occupations involving g[g%;:gks """"""""""""""""""""""""""""""""""""""""""""" g’gg ’888

accounting work. As the growing use of computers enables bOOI('Reservation and transportation ticket agents and travel clerks 191,000

keeping, accounting, and auditing clerks to become more productiveyyman resources assistants, except payroll and timekeeping.. ~ 177,000
these workers may assume billing, payroll, and timekeeping duties. Hotel, motel, and resort desk Clerks .............ccovw.evveorvererrcrnnenn. 177,000

Another change in these occupations is the growing use of finan4nterviewers, except eligibility and loan 154,000
cial software to enter and manipulate data. Computer programd.oan interviewers and clerks ..................... 139,000
automatically perform calculations on data that were previously Eligibility interviewers, government programs 117,000
calculated manually. Computers also enable clerks to access dafgourt, municipal, and license clerks ........................ 105,000
within files more quickly than the former method of reviewing stacks LiPrary assistants, Clerical ... 98,000
of paper. Nevertheless, most workers still keep backup paper record€W 8CCOUNTS CIETKS ..vvrvrvrvvvvvvvvcvvi 87,000
for research, auditing, and reference purposes. Despite the grows redit authorizers, checkers, and clerks 86,000
. . . . . . Brokerage Clerks ........ooviiiiiiiiiiiiiiee e 70,000
ing use of automation, interaction with the public and coworkers COMESPONAENCE CIETKS —orvrororsroo oo 38,000

remains a basic part of the job for many records processing clerks.

Although information and record clerks are found in a variety of
Working Conditions industries, employment is concentrated in health services; finance,
Working conditions vary for different types of information and record insurance, and real estate; transportation, communications, and utili-
clerks, but most clerks work in areas that are clean, well lit, andties; and business services.
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Training, Other Qualifications, and Advancement degrees start out as bank tellers and are promoted by demonstrating
Although hiring requirements for information and record clerk jobs excellent communication skills and motivation to learn new skills.
vary from industry to industry, a high school diploma or its equiva- If a new account clerk has not been a teller before, he or she often
lent is the most common educational requirement. Increasingly,will receive such training and work for several months as a teller.
familiarity or experience with computers and good interpersonal In both cases, new account clerks undergo formal training regard-
skills often are equally important to employers. Although many ing the bank’s procedures, products, and services.
employers prefer to hire information and record clerks with a higher  Record clerks often learn the skills they need in high schools,
level of education, it is only required in a few of these clerical occu- business schools, and community colleges. Business education pro-
pations. For example, brokerage firms usually seek college gradugrams offered by these institutions typically include courses in typ-
ates for brokerage clerk jobs, and order clerks in high-technologying, word processing, shorthand, business communications, records
firms often need to understand scientific and mechanical processesnanagement, and office systems and procedures. Specialized order
which may require some college education. For customer servicelerks in technical positions obtain their training from technical insti-
representatives, new account clerks, and airline reservation and tickdtites and 2- and 4-year colleges.
agent jobs, some college education may be preferred. Some entry-level record clerks are college graduates with de-
Many information clerks deal directly with the public, so a pro- grees in business, finance, or liberal arts. Although a degree rarely
fessional appearance and pleasant personality are important. As required, many graduates accept entry-level clerical positions to
clear speaking voice and fluency in the English language also argjet into a particular company or to enter a particular field. Some
essential because these employees frequently use the telephone @asmpanies, such as brokerage and accounting firms, have a set plan
public address systems. Good spelling and computer literacy ofterof advancement that tracks college graduates from entry-level clerical
are needed, particularly because most work involves considerablgobs into managerial positions. Workers with college degrees are
computer use. It also is increasingly helpful for those wishing to likely to start at higher salaries and advance more easily than those
enter the lodging or travel industries to speak a foreign languagewithout degrees.
fluently. Once hired, record clerks usually receive on-the-job training.
With the exception of airline reservation and transportation Under the guidance of a supervisor or other senior workers, new
ticket agents, orientation and training for information clerks usu- employees learn company procedures. Some formal classroom train-
ally takes place on the job. For example, orientation for hotel anding also may be necessary, such as training in specific computer
motel desk clerks usually includes an explanation of the job dutiessoftware.
and information about the establishment, such as room locations Advancement for information and record clerks usually comes
and available services. New employees learn job tasks throughby transfer to a position with more responsibilities or by promotion
on-the-job training under the guidance of a supervisor or an expeo a supervisory position. Most companies fill office and adminis-
rienced clerk. They often need additional training in how to use trative support supervisory and managerial positions by promoting
the computerized reservation, room assignment, and billing sys-ndividuals within their organization, so information clerks who
tems and equipment. Most clerks continue to receive instructionacquire additional skills, experience, and training improve their
on new procedures and company policies after their initial train- advancement opportunities. Receptionists, interviewers, and new
ing ends. account clerks with word processing or other clerical skills may
Receptionists usually receive on-the-job training which may advance to a better paying job as a secretary or administrative assis-
include procedures for greeting visitors, operating telephone andant. Within the airline industry, a ticket agent may advance to lead
computer systems, and distributing mail, fax, and parcel deliveriesworker on the shift.
Some employers look for applicants who already possess certain Additional training is helpful in preparing information clerks for
skills, such as prior computer and word processing experience, opromotion. In the lodging industry, clerks can improve their chances
previous formal education. Customer service representatives alséor advancement by taking home or group study courses in lodging
receive on-the-job training, which includes instructions on how to management, such as those sponsored by the Educational Institute
operate telephone and computer systems. These workers must posfthe American Hotel and Motel Association. In some industries—
sess strong communication skills since they are constantly interactsuch as lodging, banking, insurance, or the airlines—workers com-
ing with customers. monly are promoted through the ranks. Information and record clerk
Most airline reservation and ticket agents learn their skills through positions offer good opportunities for qualified workers to get started
formal company training programs. In a classroom setting, theyin the business. In a number of industries, a college degree may be
learn company and industry policies, computer systems, and ticketrequired for advancement to management ranks.
ing procedures. They also learn to use the airline’s computer sys-
tem to obtain information on schedules, seat availability, and fares;
to reserve space for passengers; and to plan passenger itinerariekb Outlook
They also must become familiar with airport and airline code desig-Overall employment of information and record clerks is expected
nations, regulations, and safety procedures, and may be tested ayrow about as fast as the average for all occupations through 2010.
this knowledge. After completing classroom instruction, new agentsin addition to many openings occurring as businesses and organi-
work on the job with supervisors or experienced agents for a pezations expand, numerous job openings for information and record
riod. During this period, supervisors may monitor telephone con- clerks will result from the need to replace experienced workers who
versations to improve the quality of customer service. Agents aretransfer to other occupations or leave the labor force. Replace-
expected to provide good service while limiting the time spent on ment needs are expected to be significant in this large occupational
each call without being discourteous to customers. In contrast togroup, as many young people work as clerks for a few years before
the airlines, automobile clubs, bus lines, and railroads tend to trairswitching to other, higher paying jobs. The occupation is well-
their ticket agents or travel clerks on the job through short in-housesuited to flexible work schedules, and many opportunities for part-
classes that last several days. time work will continue to be available, particularly as organizations
Most banks prefer to hire college graduates for new account clerkattempt to cut labor costs by hiring more part-time or temporary
positions. Nevertheless, many new account clerks without collegeworkers.
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The outlook for different types of information and record clerks located in metropolitan and resort areas generally pay clerks more
is expected to vary in the coming decade. Customer service reprethan less exclusive or “budget” establishments and those located in
sentatives are expected to grow faster than the average for all occless populated areas.
pations, as they increasingly take over the duties of a variety of In early 2001, the Federal Government typically paid salaries
other workers. Economic growth and general business expansiomanging from $18,667 to $22,734 a year to beginning receptionists
are expected to stimulate faster than average growth among recepvith a high school diploma or 6 months of experience. The aver-
tionists and information clerks. Hotel, motel, and resort desk clerksage annual salary for all receptionists employed by the Federal Gov-
are expected to grow faster than the average, as the occupationatnment was about $24,477 in 2001.
composition of the lodging industry changes and services provided In addition to their hourly wage, full-time information and record
by these workers expand. Employment of interviewers, except eli-clerks who work evenings, nights, weekends, or holidays may re-
gibility and loan also is expected to grow faster than average, ageive shift differential pay. Some employers offer educational as-
these workers will benefit from rapid growth in the health services sistance to their employees. Reservation and transportation ticket
industry. agents and travel clerks receive free or reduced rate travel on their

Library assistants and human resources assistants are expectedmpany’s carriers for themselves and their immediate family and,
to grow about as fast as average as these workers take on more some companies, for friends.
responsibilities. Average employment growth also is projected for
court, municipal, and license clerks as the number of court case .
and demand for citizen services continues to increase. Reservatio elated Occupations

and transportation ticket agents and travel clerks also are expecteﬁ ““’.“ber of _other wquers deal with the public, receive qnd pro-
to grow about as fast as average due to rising demand for trave Ide information, or direct people to others who can assist them.

services. Employment of correspondence clerks; credit authoriz- mong these are dispatchers, security guards and gaming surveil-

. nce workers, tellers, and counter and rental clerks.
ers, checkers, and clerks; file clerks; and new account clerks, on thi—ra ’ '

other hand, is expected to grow more slowly than the average for aIIs tafeor;g]?;eégf%rrrgfe“;n gnc;QIELWS:&?SQ&SEQSSCIi:qkjé'f:ri tr;;] q
occupations due to automation and the consolidation of Y ' ’ '

recordkeeping functions across all industries. clerks; customer servic.e representatives; file glerks; .h_otel, motel, |
The remainder of the information and record clerks are expecte .nd resort. desk .clerks, huma.m resources as&s}ants, |n.terV|ewer.s,

to decline. Employment of eligibility interviewers will decline as ibrary assstgnts, order clerks; re.ceptl|on|sts and information clerks;

government programs, such as welfare, continue to be reformedand reservation and transportation ticket agents and travel clerks

reducing the need for these types of workers. Both brokerage clerkéOIIOWIng this statement.
and loan interviewers are expected to decline as online trading and

other technological innovations continue to automate more of this
type of work. And, employment of order clerks is expected to Brokerage Clerks
decline as advances in electronic commerce continue to increase

the efficiency of transactions among businesses, consumers, an@@*NET 43-4011.00)
government.

Nature of the Work

Brokerage clerks perform a number of different jobs with wide rang-

ing responsibilities, but all involve computing and recording data
n securities transactions. Brokerage clerks also may contact cus-

Earnings
Earnings vary widely by occupation and experience. Annual earn-
ings ranged from less than $12,370 for the lowest paid 10 percen omers, take orders, and inform clients of changes to their accounts.

of hotel clerks to over $51,410 for the top 10 percent of brokerageSOme of these jobs are more clerical and require only a high school
clerks in 2000. Salaries of reservation and transportation ticket J N yang

agents and travel clerks tend to be significantly higher than for otherg'Egé?:;’l;\:gIi:trgési:rr?e(;%lsédeé?g'fenrt;y;e;g”fgswggsxngiwﬂ:e
information and record clerks, while hotel, motel, and resort desk 9 ' 9 y

clerks tend to earn quite a bit less, as the following tabulation Ofgf:rﬁﬂ%r;fsic%ipgggzrrléscc;|i?jcrl:1rg:e;ﬂcr|rg§<’sogit\; %‘228 Elc:;rki’ ?;dn'sn
median annual earnings shows. ' \ - 9 ' ’
fer clerks, and broker’s assistants.

BroKerage CIEIKS ........cc.ooueiieeeeeee e $31,060 The broker’s assistant, also called sales assistant, is the most
Eligibility interviewers, government programs ................... s 28,380 common type of brokerage clerk. These workers typically assist
Human resources assistants, except payroll and timekeeping ..... 28,348y0 brokers, for whom they take calls from clients, write up order
é%%?tmraeurx:ﬁgglrsaannddlicclgrrnlése e gg"llégtickets, process the paperwork for opening and closing accounts,
Customer service representatives ........... 24 60 ecord a client’s purchases and sales, and inform clients of changes

24 574 their accounts. All brokers’ assistants must be knowledgeable

Credit authorizers, checkers, and clerks .........cccccccoeeeeeiiiiiiiinnnns . ¢
24,15@bout investment products so that they can clearly communicate

Correspondence clerks

order clerks ......oovveeevennnne 23,620with clients. Those with a “Series 7" license can make recommen-
New accounts clerks euna 23,09(dations to clients at the instruction of the broker. The Series 7 li-
Reservation and transportation ticket agents and travel clerks ... 22,62Q@ense is issued to securities and commaodities sales representative:

Interviewers, except eligibility and loan 20,840 py the National Association of Securities Dealers and allows them
File SIS oo 18,7000 Provide advice on securities to the public.

Library assistants, CIErical .............o. 17’,980 Brokerage glerks in j[he operations areas of securities firms per-

Hotel, motel, and resort desk CIErKS ... 16,38gorm many duties to facilitate the sale and purchase of stocks, bonds,

commodities, and other kinds of investments. These clerks pro-

Earnings of hotel and motel desk clerks also vary considerablyduce the necessary records of all transactions that occur in their

depending on the location, size, and type of establishment in whicharea of the business. Job titles for many of these clerks depend

they work. For example, clerks at large luxury hotels and thoseupon the type of work they perform. Purchase-and-sale clerks, for



